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Disclosure to Promote the Right To Information 

Whereas the Parliament of India has set out to provide a practical regime of right to 
information for citizens to secure access to information under the control of public authorities, 
in order to promote transparency and accountability in the working of every public authority, 
and whereas the attached publication of the Bureau of Indian Standards is of particular interest 
to the public, particularly disadvantaged communities and those engaged in the pursuit of 
education and knowledge, the attached public safety standard is made available to promote the 
timely dissemination of this information in an accurate manner to the public. 




Mazdoor Kisan Shakti Sangathan 
"The Right to Information, The Right to Live'' 



IS/ISO/PAS 17003 (2004) : Conformity assessment - complaints 
and appeals - Principles annd requiremennts [MSD 10: Social 
Responsibility] 




Jawaharlal Nehru 
'Step Out From the Old to the New" 



aj^&vi iJii^s:y%K^ isb^^ni^seg 



:<>5&i| mT'5K^5?::5:^>^i»l 



K^^^iXSVCd^ 



Satyanarayan Gangaram Pitroda 
Invent a New India Using Knowledge 



Bhartrhari — Nitisatakam 
''Knowledge is such a treasure which cannot be stolen" 




^'^^^r 



k 




BLANK PAGE 



^*-^^^ 





PROTECTED BY COPYRIGHT 



IS/ISO/PAS 17003 : 2004 

Indian Standard 

CONFORMITY ASSESSMENT — COMPLAINTS AND 
APPEALS — PRINCIPLES AND REQUIREMENTS 



ICS 03.120.20 



© BIS 2007 

BUREAU OF INDIAN STANDARDS 

MANAK BHAVAN, 9 BAHADUR SHAH ZAFAR MARG 
NEW DELH1 110002 

August 2007 Price Group 3 



National Mirror Committee of CASCO. IRD 1 



NATIONAL FOREWORD 

This Indian Standard which is identical with ISO/PAS 17003 : 2004 'Conformity assessment — Complaints 
and appeals — Principles and requirements* issued by the International Organization for Standardization 
(ISO) was adopted by the Bureau of Indian Standards on the recommendation of the National Mirror Committee 
of CASCO and approval of the Director General. Bureau of Indian Standards under Rule 8(3)C of BIS Rules, 
1987. 

The text of ISO/PAS Standard has been approved as suitable for publication as an Indian Standard without 
deviations. Certain conventions are, however, not identical to those used in Indian Standards, Attention Is 
particularly drawn to the following: 

a) Wherever the words International Standard' appear referring to this standard, they should be read as 
'Indian Standard'. 

' b) Comma (.) has been used as a decimal marker while in Indian Standards, the current practice is to 
use a point (,) as the decimal marker. 
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Introduction 

In 2001 the ISO Council asked its policy committee on conformity assessment (ISO/CASCO) to study and 
prepare a group of common elements for application in all future ISO documents on conformity assessment. 
Subsequent to this request ISO/CASCO approved the formation of Working Group 23. Common elements in 
ISO/lEC Standards for confonnity assessment activities, to undertake this task. 

The working group has identified several common elements, including among others 

— impartiality. 

— confidentiality, 

— complaints and appeals, 

— management systems. 

This Publicly Available Specification (PAS) addresses the elements of "complaints" and ''appeals" that appear 
in many of the ISO/lEC Guides and International Standards on conformity assessment 

The PAS covers the agreed principles that give substance to the elements of "complaints* and "appeals*, and 
also provides requirements clauses intended to be included in future ISO/lEC International Standards on 
conformity assessment. 

This PAS is intended to apply to the drafting of documents on confonnity assessment by ISO/CASCO. 

Clause 4 (Background) contains comments on the Importance to conformity assessment of the handling of 
complaints and appeals. 

Clause 5 (Principles) contains statements that are intended to orientate ISO/CASCO working groups in their 
task of creating requirements to address complaints and appeals in their documents. 

The requirements to be inserted into future ISO/CASCO documents that cover the common elements of 
"complaints* and "appeals* are detailed in Clause 6. ISO/CASCO has adopted a common structure for the 
presentation of requirements. Requirements should be grouped under one or more of the following headings: 

a) General requirements; 

b) Structural requirements; 

c) Resource requirements; 

d) Process requirements; 

e) Management system requirements. 

As such, each of the common elements will have requirements related to it grouped under one or more of the 
headings shown above. 

This PAS is not intended to become a future Intemational Standard. At the end of three years after the date of 
publication, it is expected this PAS will be withdrawn and its contents incorporated as appropriate in relevant 
iSO/CASCO normative and guidance documents. 
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1 Scope 

This Publicly Available Specification (PAS) contains principles and requirements for the elements of 
complaints and appeals as they relate to conformity assessment. 

It is an internal tool for use in the ISO standards development process by ISO/CASCO working groups when 
addressing the elements of complaints and appeals in the preparation of their documents. 

This Publicly Available Specification is not a stand-alone nomiative document to be used directly in conformity 
assessment activities. 

2 Normative references 

The following referenced documents are indispensable for the application of this document. For dated 
references, only the edition cited applies. For undated references, the latest edition of the referenced 
document (Including any amendments) applies. 

ISO/IEC 17000:2004, Conformity assessment — Vocabulary and general principles 

3 Terms and definitions 

For the purposes of this document, the terms and definitions given in ISO/IEC 17000 apply. 

NOTE The use of the term "body" in this PAS means either an accreditation t)ody or a conformity assessment body 
as defined in ISO/IEC 17000. 

4 Background 

4.1 The complaints received by bodies fall Into one of two categories (see Figure 1). One category of 
complaints Is about conformity assessment and/or appeals and the way that the conformity assessment 
system functions. This is the type of specific complaint that. If left unresolved, has the potential to bring both 
the body and the system into disrepute. 

4.2 Another category of complaints is about the level of service quality or delivery. Dealing with these 
complaints Is part of the normal business process, and is not the subject of this PAS. ISO 10002 gives 
guidance on the complaints-handling process that could be used to deal with these types of complaints. 

4.3 The term "appeal* In this PAS should not be confused with the use of "appeal" in a legal sense. Appeals 
and the appeals process in the context of conformity assessment in this PAS is deliberately an intemal 
process of the body whose conformity assessment result is being appealed against. The decision on the 
appeal remains that of the body that Is being appealed against, and does not require a hearing or decision on 
the appeal by some external agency or court. 

4.4 Handling of complaints and appeals may use parts of the sanr^e process. 
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4.5 Decisions on complaints or appeals should be recorded to provide a traceable resource for future 
complaints and appeal investigations and to ensure consistent decision-making and understanding of 
complaint or appeal trends. 




Complaints about conformity 
assessment 

complaint: expression of 

dissatisfaction, other than 

appeal, by any person or 

organization to a conformity 

assessment body or accreditation 

body, relating to the activities of 

that body, where a response is 

expected 

ISO/IEC 17000:2004 



and/or 



Appeal 

appeal: request by the provider 

of the object of confomiity 

assessment to the conformity 

assessment body or accreditation 

body for reconsideration by that 

body of a decision it has made 

relating to that object 

ISO/IEC 17000:2004 



ISO/PAS Conformity 

assessment — Complaints 

and appeals — Principles and 

requirements 



Other complEiints 

For example: length of time to 

answer the phone; or invoice 

made out for the wrong 

amount 



General complaints handling 
process (e.g. ISO 10002) 



Figure 1 — Two types of complatnts faced by accreditation bodies and conformity assessment bodies 
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5 Principle of handling of complaints and appeals 

The effective resolution of complaints and appeals is an important means of protection for the body, its clients 
and other users of conformity assessment against errors, omissions or unreasonable behaviour. Confidence 
in conformity assessment activities is safeguarded when complaints and appeals are processed appropriately. 

6 Requirements for complaints and appeals handling 

6.1 General 

In developing this PAS, it was recognised that there are varying degrees of specificity that ISO/CASCO 
working groups should consider As a result the requirements in this clause are categorized into three levels of 
specificity as follows: 

a) Obligatory: these are specific drafted requirements thai shall be used by ISO/CASCO working groups 
where the element has to be addressed, without modification, except for substitution of more speciific 
terms. For example, the phrase "Conformity assessment activities shall be undertaken impartially", may 
be substituted more specifically with "Management system certification activities shall be undertaken 
impartially". Justification is required from ISO/CASCO working groups that do. not use these requirements 
when dealing with the relevant common element. 

b) Recommended: these are drafted requirements that working groups should use if they wish to have a 
greater degree of specification. Modification is permissible. 

c) Suggested: these are considerations that could be taken into account in the drafting of requirements by 

the ISO/CASCO working groups. 

By providing for these different levels of specificity, the PAS achieves the ISO/CASCO intent to have an 
agreed statement on elements that are common to all confonmity assessment activities, and at the same time 
maintains some flexibility for specific wording by individual ISO/CASCO working groups, 

6.2 General requirements 

The following requirements are obligatory. 

a) The conformity assessment body shall have a documented process to receive, evaluate and make 
decisions on complaints and appeals. 

b) A description of the handling process for complaints and appeals shall be available to any interested party 
on request. 

c) Upon receipt of a complaint, the body shall confirm whether the complaint relates to confonmrty 
assessment activities that it is responsible for and, if so, shall deal with it. 

d) The body shall be responsible for all decisions at all levels of the handling process for complaints and 
appeals. 

e) Investigation and decision on appeals shall not result in any discriminatory actions. 
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6.3 Process requirements 
6.3.1 Obligatory requirements 

6.3.1.1 The handling process for complaints and appeals shall include at least the following elements and 
methods: 

a) a description of the process for receiving, validating, investigating the complaint or appeal, and deciding 
what actions are to be taken in response to it; 

b) tracking and recording complaints and appeals, Including actions undertaken to resolve them; 

c) ensuring that any appropriate action is taken. 

6.3.1.2 The body receiving the complaint or appeal shall be responsible for gathering and verifying all 
necessary information to validate the complaint or appeal. 

6.3.1.3 Whenever possible, the body shall acknowledge receipt of the complaint or appeal, and provide 
the complainant or appellant with progress reports and the outcome, 

6.3.1.4 The decision to be communicated to the complainant or appellant shall be made by, or reviewed 
and approved by, individual(s) not involved in the original conformity assessment activities in question. 

6.3.1.5 Whenever possible, the body shall give formal notice of the end of the complaint and appeals 
handling process to the complainant or appellant. 

6.3.2 Explanatory text 

A complaint-handling process in conformity with the requirements of ISO 10002 that addresses the specific 
requirements of a CASCO standard is deemed to meet the requirements of 6.3.1.1. 
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